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1. INTRODUCTION

Medical record is a file that contains a number of patient information related to examination, action,
treatment and health services provided to patients. Medical records aim to support administrative order in an
effort to improve health services in hospitals [1,5]

Filing has an important role, especially to ensure patient satisfaction. One of the factors used as a
reference in ensuring patient satisfaction is the time to provide outpatient medical record documents
regulated in the Decree of the Minister of Health of the Republic of Indonesia Number 129 / Menkes / SK /1
/ 2008 concerning Minimum Hospital Service Standards. The time standard used to provide medical record
documents for outpatient services is <10 minutes. The calculation of this time starts from the patient
registering at the registration area until the medical record document is provided or found by the officer.
However, in practice, the time used to provide outpatient medical record documents exceeds the
predetermined time [2,6,10]

According to Hakam (2018), delays in the provision of outpatient medical record files can affect
medical services to patients. The provision of long medical record documents makes the time needed for
patient medical services also longer [3,7].

One of the factors affecting the delay in the provision of outpatient medical record documents is the
high workload caused by the insufficient number of medical record officers which has an impact on the delay
of officers in finding medical record files. An effort is needed to solve the problem of the effectiveness of
officer performance which can later have an impact on the quality of health services [4,8,9].

Based on field observations on July 10-12, 2023, researchers also conducted an initial survey of the
provision of outpatient medical record documents, the provision of documents observed was 30 documents
per day, for three consecutive days with the total number of documents observed being 90 medical record
documents. There were 39 (43.3%) documents with outpatient medical record document provision times of
>10 minutes or an average time of 14 minutes, while 51 (56.7%) documents had provision times of <10
minutes or had reached the minimum hospital service standards that had been set. In the provision of
outpatient medical record documents assisted by other medical record officers who are not responsible as
filling officers.

RSUD dr. Rasidin Padang the time for providing outpatient medical record documents should be in
accordance with the Regulation of the Minister of Health of the Republic of Indonesia Number 129 of 2008
concerning Minimum Hospital Service Standards, while from the results of observations there were delays in
the provision of outpatient medical record documents. Based on the description above, the researcher has
conducted a study with the title "Analysis of the Workload of the Filling Officer and the Average Time of
Provision of Outpatient Medical Record Documents at RSUD dr. Rasidin Padang".

2. METHOD

This type of research is a qualitative study to observe and collect information on problems that arise
regarding the workload of filling staff and the average time to provide outpatient medical record documents
at RSUD Dr. Rasidin Padang.

3. RESULTS AND DISCUSSION (10 PT)
1. Filling Officer Workload

Table 1 Filling Clerk Workload Triangulation Matrix

Indepth
Topic Document Interview/ Observation Conclusion
Review In-depth
Interview
Working  Service The  working Officer The filling clerk has
Hours of Standards of hours per day Attendance working hours of 6.5
Filling RSUD dr. are 6.5 hours hours per day. Officer
Officers  Rasidin Padang per day. Starting working hours begin
per Day No. 445 of from half past 8. when outpatient
2022 regarding registration services are
the staff carried out from half
working hours past 8.

system
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Indepth
Topic Document Interview/ Observation Conclusion
Review In-depth
Interview
Filling Service The filling Officer Filling officers have a
Officer Standard of clerk's working  Attendance total of 6 working days
Work RSUD dr. days are 6 days a week, from Monday
Day Rasidin Padang  from Monday to to Saturday.
No. 445 of Saturday.
2022 regarding
the staff
working hours
system.
Filling Service Staff breaks Officer The filling clerk has an
Attendant Standard of may average Attendance average break time of
Break RSUD dr. only half an only half an hour per
Time Rasidin Padang  hour. day, sometimes the
Per Day No. 445 of clerk has no break if
2022 regarding there are still many
the staff medical records to be
working hours provided.
system.

Based on the triangulation matrix above, it can be concluded that the volume of workload
of officers in the filling section is known. The calculation of the filling section's medical record
personnel needs using the WISN (Workolad Indicators of Staffing Need) method is where the
method is an indicator showing the calculation of personnel needs in health facilities. The
calculation of filling personnel needs can be seen from the working hours of officers having
working hours in accordance with the provisions and policies, namely 6.5 hours / day starting at
07.30 to 14.00 WIB. Rest hours are 30 minutes (1800 seconds), starting from 12.00 to 12.30 WIB,
so the working hours / day is 6 hours / day. Working days are 6 working days from Monday to
Saturday.

Provision Time of Outpatient Medical Record Documents at RSUD dr. Rasidin Padang

Table 2 Triangulation Matrix of Outpatient Medical Record Document Provision Time

Indepth
Topic Docur_nent Interview/ Observation Conclusion
Review In-depth
Interview
SOP Permenkes There is no There is no In the provision of outpatient
no 129 of SOP onthe SOP on the medical record documents,
2008 provision of provision of there is no SOP that regulates
concerning outpatient outpatient the provision of outpatient
minimum medical medical medical record
service record record documents.tersebut.
standards for documents documents
hospitals

Based on the triangulation matrix above, it can be concluded that the obstacles that occur in
the provision of outpatient medical record documents are the lack of filling officers in the provision
of medical record documents, then the absence of SOPs related to the time of provision of medical
record documents. Based on the observation of the time of provision of outpatient medical record
documents carried out during 5 days of document provision, 200 outpatient medical record
documents were observed. There are 104 (51.9%) medical record documents with medical record
document provision time> 10 minutes or the average provision time is 15 minutes and is said to
exceed the specified time or be late. Meanwhile, there were 96 (47.9%) outpatient medical record
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documents whose provision was <10 minutes or had reached the minimum hospital service
standards that had been set.

3. Analyzing the Factors Causing Delays in the Provision of Outpatient Medical Record Documents at
RSUD dr. Rasidin Padang
a. Man Factors

Tabel 3 Triangulation matrix of officer education level

Indepth
Topic DOC“’T‘e”t Interview/ Observation Conclusion
Review In-depth
Interview
Officer Judging There are still Diploma: The level of
Education from the last  officers who are education of
Level diploma of not graduates of SMA =1 officers has a
the Filling medical records,  person major influence
Officer but their D3 Medical on the level of
education is high  Records = 2 knowledge
school. people about the
D4 Medical process of
Records = - providing
outpatient
medical record
documents.

Based on table 3 that the results of interviews with informant 3, show that there are still
medical record officers in charge of providing outpatient medical record documents who are not
graduates of medical records, but their educational qualifications are high school, so that they can
influence medical record issues, especially in the process of providing medical record documents.
Informant 1 and informant 2 already have their final educational qualification, namely D3 Medical
Records.

A person's knowledge can be generated from the level of education. The level of education
of the officer, has a big influence on the level of knowledge about the process of providing
outpatient medical record documents. A good medical record officer must have good competence,
namely with a medical recorder graduate.

b. Machine Factors

Table 4 Triangulation Table of Availability of Storage Shelves for Medical Record

Documents
Indepth
Topic Document Interview/ Observation Conclusion
Review In-depth
Interview
Availability Documents Shelf Shelf For the
of Medical that have not  availability availability availability of
Record been shelved  exists, but not  exists, but not  storage shelves,
Document and storage all documents  all documents  there are still
Storage shelves that are on the are on the many empty
Shelves are still storage shelf. storage shelf. ones and there
empty: are still many
- shelf 40-49 documents that
- shelf 60-69 are not on their
- shelf 70-79 storage shelves.
- shelf 80-89
- shelf 90-99
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Based on table 4, the results of interviews with filling officers or informants on the
availability of medical record document storage shelves, namely that many medical record
document storage shelves are still available but not used. Most medical record documents are off the
shelf or still on the floor or table.

c. Method Factors

Table 5 Triangulation of SOP Availability of Outpatient Medical Record Documents

Indepth
Topic Document Interview/ Observation Conclusion
Review In-depth
Interview
Availability of Permenkes There is no There is no In the provision
SOPs for the no 129 of SOP governing SOP of outpatient
Provision  of 2008 the provision governing the  medical record
Outpatient concerning of outpatient provision of  documents,
Medical minimum medical record  outpatient there is no SOP
Record service documents medical that regulates
Documents standards for record the provision of
hospitals documents outpatient
medical record
documents.

Based on table 5, the results of interviews with filling officers / informants that there is no
SOP on the provision of outpatient medical record documents, but uses the hospital SPM standards
set by the Minister of Health Regulation. Standard operating procedures (SOP) as a guideline or
reference for carrying out tasks and workers in accordance with the function of the job, with the
SOP all activities can run properly.

So it can be concluded that the method factor is the absence of an SOP regarding the
provision of outpatient medical record documents at RSUD dr. Rasidin Padang, so that it can affect
the delay in the provision of outpatient medical records, so it is necessary to hold an SOP regarding
the provision of outpatient medical record documents so that officers work according to established
procedures.

d. Material Factors

Table 6 Triangulation of Availability of Medical Record Documents on Storage Shelves

Indepth
Topic Document Interview/ Observation Conclusion
Review In-depth
Interview
Availability of Documentsthat There are still There are still Many medical
Medical Record are not on the documents on documents on record

Documents on
Storage shelves

storage shelf:
- documents
40-49

- documents
60-69

- documents
70-79

- 80-89
documents

- 90-99
documents

the floor or on
the table and
not yet in the
storage rack.

the floor or on
the table and
not yet in the
storage rack.

documents are
not yet available
on the storage
rack, there are
still many
documents that
are still under or
on the floor or
table.
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Based on table 6, the results of interviews with filling officers / informants on the
availability of medical record documents on storage shelves, there are still many medical record
documents that are not yet available on storage shelves but some are placed on tables and boxes so
that some are tucked away.

4. CONCLUSION

Based on the research results obtained from the calculation of the workload of filling officers, it
shows that there is an additional 1 person. The average time for providing outpatient medical record
documents is 15 minutes. Delays in the provision of outpatient medical record documents are caused by
several factors in management elements including Man, Method, Material and Machine. It can be concluded
that there is an increase in the need for medical design personnel, the time for providing outpatient medical
record documents is not appropriate and the factors causing delays in the provision of outpatient medical
record documents are Man, Method, Material and Machine factors.
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